Strong Focus on Al and ESG 


Enterprises have shifted gears from the proof-of-concept stage to implementing Al. 87% of decision-makers consider Al 


Importance of Al to Achieving Business Goals, Importance of ESG and Sustainability Practices to 
Global, 2023 Achieving Business Goals, Global, 2023 
Not Important at All Not Important 


strategic to achieving their business goals. 86% indicate that environmental, social, and governance (ESG) and 
sustainability practices are important to achieving business goals. ESG and sustainability are also impacting the design 
of physical workspaces. 


K8E1-64 


Somewhat 
Important 
11% 


Somewhat 
Important 
11% 


Crucial 
19% 


Important/Very 
Important/Very Important 


Important 67% 
73% 


2% 3% 
Crucial 14% 


Q37. How important is Artificial Intelligence (Al)/ Machine Learning (ML) to achieving the 
business priorities of your organization? N=582 


Q2_A6_2. How important is each of the following business objectives in the next year for your 


organization - Becoming a leader in environmental, social, and governance (ESG) and 
sustainability practices? N=2094 


Source: Frost & Sullivan Global Al Survey, Jan 2023; Frost & Sullivan 
Annual Global Cloud Survey, October 2022 


CX and EX Lead the Way 


Employee experience is paramount to the success of an organization and is becoming a strategic priority. Two of the top 
three drivers for communications and collaboration technology investments are associated with attracting the best 
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talent and ensuring that the employees are engaged and satisfied. Enabling remote/hybrid work has dropped down the 
list compared to 2022. 


Drivers for Investments in Communications and Collaboration Tools, Global, 2023 Percent 


reporting these drivers as crucial or very Important 


58% 
55% 54% 54% 53% 
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Q12. How important are the following for your organization to drive your investment in 
communications and collaboration solutions until the end of 2025? Top 2 Box Summary 
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(Crucial + Very Important) N=1,252 


Source: Frost & Sullivan Annual ITDM Survey on Investment Priorities, 2023 


Consolidation of Communication, Collaboration, IT Management €: 
Support Tools 


Consolidation of communication, collaboration, and IT management and support tools is considered important by 83% 
of respondents for reasons related to simplified user experience, consolidated management, and cost savings. In 69% of 
the organizations, consolidation is either completed or currently in progress. 


Importance of Consolidation Consolidation Status Reasons for Importance of Consolidation 
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N=1,000 N=953 N=827 


Completed a 23% 


It is Not Important at All 


It is an Initiative of Lower 
Increase in Employee 


Importance 50% 
Productivity 
In Progress 46% 
It is One of Many d NA ý 
Important Initiatives 
Planned for 2023 A 24% Easier to Manage for 49% 
N=953 Our IT Team 
It is One of the Most 
Important Initiatives Planned for 2024 or 4% 
Later ° 
It is the Most Important Cost Saving 41% 
Initiative Do Not Know 3% 
Base: All respondents (N=1,000) Source: Frost & Sullivan Remote work survey for GoTo, 2023 
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Customers Show a Strong Preference for a Single UC Stack—Phone, 
Group Chat, and Meetings on a Unified Platform 


82% of the decision-makers consider a fully integrated UCaaS solution to be important. Only a negligible 4% of the 
decision-makers indicate that they do not care about a single UCaaS stack and a relatively small 11% prefer to buy the 
UCC capabilities from different vendors. The rest either must have or would like to have an integrated solution that 
includes calling, meetings, and messaging. 
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Importance of a Fully Integrated UCaaS Solution, Global 2023 


Not Important—We Don't Care 
About 
Messaging and Meeting Capabilities - 


4% 


11% 
Not Important—We Prefer to Buy Best- 


ofbreed Solutions from Different - 
Providers 
48% 


Somewhat Important—We Would 7 
Consider Purchasing from the Same 
Provider 34% 


Very Important—We Prefer to Buy a Full 
UCaaS 3% 
Stack from the Same Provide 


Do Not Know 
Q23. When selecting a cloud telephony/PBX provider, how important is it to your organization 


that they provide a fully integrated UCaaS solution that also includes messaging and 
meetings? N=428 
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Source: Frost & Sullivan Annual ITDM Surveys on Investment Priorities, 2023 


Importance of a Fully Integrated UCaaS Solution by Region 


Compared to their counterparts in other regions, European decision-makers have the lowest preference for buying a 
single UCaaS stack from the same provider. 


Importance of a Fully Integrated UCaaS Solution that Includes Meetings and Messaging, by Region, 
Global, 2023 


North America LATAM Europe APAC 
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3% 


10% 


51% 


4% 


9% 


46% 


6% 


17% 


59% 


4% 


9% 


39% 
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Not Important—We Don't 
Care About Messaging and 33% 


38% 17% 
Meeting Capabilities 


Not Important—We Prefer to 
Buy Best-of-breed Solutions 
from Different Providers 


Somewhat Important—We 
Would Consider Purchasing 


O, o, o 7 
from the Same Provider i 2% 1% 4% 


Very Important—We Prefer to Buy a Full UCaaS Stack from the Same Provider 


Do Not Know 


Q23. When selecting a cloud telephony/PBX provider, how important is it to your organization that they provide a fully integrated UCaaS solution 
that also includes messaging and meetings? N=428. 


Significant Technology Consolidation is Already in Place 


UCaaS Video Group Chat/Team 
Conferencing Spaces 


44% 


Source: Frost & Sullivan 
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We Use One Solution 
Provider 


We Use Two 
Solutions/Providers 


We Use Three or More 
Solutions/Providers 


Do Not Know 


1% 2% 1% 


Q21. Which option regarding your cloud or mobile PBX/UCaaS solutions most closely matches your organization's 
current usage? N=178 


Q34. With regard to collaboration solutions, which option most closely matches current usage in your organization? 
- Video conferencing solutions N=493 


Q34. With regard to collaboration solutions, which option most closely matches current usage in your 
organization? - Team spaces/group chat N=409 Source: Frost & Sullivan Annual ITDM Surveys on Investment Priorities, 2023 
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Customers Plan on Further Consolidation 


Future plans to consolidate solution providers are strongest for UCaaS followed by group chat. 14% of the 
decisionmakers indicate they will consolidate video conferencing solutions. 


UCaaS Video Group Chat/Team 
Conferencing Spaces 
28% 
40% 41% 


Plan to Switch Some or All Solutions/Providers 
but Use the Same Number of 
Solutions/Providers 


Plan to Consolidate Solutions/Providers 


Plan to Add More Solutions/Providers 


Do Not Know 
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Q22. Do you plan to change your cloud or mobile PBX/UCaaS solutions/service providers by the end of 2025? 
N=178 


Q35. What are your plans for your video conferencing solutions/service providers for the next three years? 
N=493 
Q36. What are your plans for your team spaces/group chat services providers for the next three years? 


N=409 Source: Frost & Sullivan Annual ITDM Surveys on Investment Priorities, 2023 
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IM PEO 


Video Conferencing Adoption Status = 


Video Conferencing and Group Chat are Table Stakes for Hybrid Work 


Online meetings and group chat lead among communication tools and have become a must-have to facilitate hybrid 


work. Cloud telephony is trailing behind other solutions due to the strategic importance and complexity of migrating 
enterprise telephony to the cloud. 


Source: Frost & Sullivan Annual ITDM Survey on Investment Priorities, 2023 
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UCC Solution Adoption Status, Global, 2023 


Video 65% 
Conferencing a 


un 
te] 


Team Spaces/Group 
Chat 


E E E T E 
Devices 
Webcams ey eee 


Dedicated Personal Video Conferencing J 
Devices 41% 


Professional Headsets 41% 
Communications Integrated with Business and Vertical Apps 


Desktop Business Calling App (desktop soft 


hone 
pana 


WwW 
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Desktop IP 
Phones 


Reporting and Analytics Providing Workforce Insights 
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Cloud Contact Center 


Cloud or Mobile PBX/Cloud-based Enterprise Telephony Services 


AR/VR Devices 


Q5. Which of the following solutions have you adopted already? - Summary - Have adopted. N=1,252. Source: Frost & Sullivan Annual ITDM Surveys on Investment Priorities, 2023 


Remote Work Leads to Greater Market Maturity 


The shift to remote work during the pandemic years led to hyper-growth in online meetings, personal devices 
(webcams, headsets) and team chat. Future investment plans indicate changing investment priorities. 


Source: Frost & Sullivan Annual ITDM Survey on Investment Priorities, 2023 
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Future Plans for UCC Solutions, Global, 2023 


12% 


Cloud or Mobile PBX/Cloud-based Enterprise Telephony 
Desktop Soft 
Phones 7 
Dedicated Personal Video Conferencing 7 
Endpoints 
Communications Reporting/Analytics for Workforce Insights 
Room Video Conferencing 
Devices 7 
Desktop IP 7 
Phones 
Team Spaces/Group 
Chat 7 


Pro/Business-grade 
Webcams 


Professional Headsets 
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